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STATEMENT OF PHILOSOPHY AND PURPOSE

I. Statement of Philosophy and Purpose

Information and Assistance is a service designed to link persons with resources available
to meet their needs and/or interests.  It is also intended to be a mechanism to collect
information about unmet needs and specific needed services in the geographic area and
to share it with appropriate planners and decision makers.
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_____________________________________________________________________________
LEGAL BASE

II. Legal Base

Older Americans Act of 1965 as Amended: 42 U.S.C. 3001.
[Public Law 100-175, Section 306. (a)(2)(A) and (a)(4); Section 307. (a)(9)]

306. (a) Each area agency on aging…shall prepare and develop an area plan for a
planning and service area…  Each plan shall—

(2) provide assurances that an adequate proportion…of the amount allotted for
part B to the planning and service area will be expended for each of the following
categories of services—

(A) Services associated with access to services (transportation, outreach,
information and assistance, and case management services);

(4) Provide for the establishment and maintenance of information and assistance
services in sufficient numbers to assure that all older individuals within the
planning and services area…will have reasonably convenient access to such
services, with particular emphasis on linking services available to isolated older
individuals with Alzheimer’s disease or related disorders with neurological and
organic brain dysfunction (and the caretakers of individuals with such disease or
disorders);

307. (a)…each state…shall submit to the Commissioner a State plan…  Each such
plan shall comply with all the following requirements:

(9) The plan shall provide for establishing and maintaining information and
assistance services in sufficient numbers to assure that all older adults in the State
who are not furnished adequate information and assistance services under Section
306 (a) (4) will have reasonably convenient access to such services.

NC G.S. 143B-181.1 (a) (3): To stimulate, inform, educate, and assist local organizations,
the community at large, and older people themselves about aging, including needs,
resources and opportunities for the aging, and about the role they can play in improving
conditions for the aging.

NC G.S. 143B-181.1 (a) (11): To administer a Home and Community Care Block Grant for
older adults…for home and community care services…

NC G.S. 143B-181.1 (c): The Secretary of Health and Human Services shall adopt rules
to implement this Part and Title 42, Chapter 35, of the United States Code, entitled
Programs for Older Americans.

The above referenced legal bases also give the Division of Aging the authority to establish
broad procedures that address the administration of aging services.  These are covered in
the North Carolina Home and Community Care Block Grant Procedures Manual for
Community Service Providers.  This document should be used routinely by providers in
administering their programs for topics such as: Confidentiality Policies and Procedures,
Applicant/Client Appeals, Reporting Requirements, Reimbursement Procedures, etc.
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_____________________________________________________________________________
DEFINITION OF THE SERVICE

III. Definition of the Service

A. Federal or State Statutory Requirement
[OAA, Sec. 102 (Definitions), (29)]
The term “information and assistance service” means a service for older individuals
that—

(A) provides the individuals with current information on opportunities and services
available to the individuals within their communities, including information
relating to assistive technology

(B) assesses the problems and capacities of the individuals
(C) links the individuals to the opportunities and services that are available
(D) to the maximum extent practicable, ensures that the individuals receive the

services needed by the individuals, and are aware of the opportunities
available to the individuals, by establishing adequate follow-up procedures;
and

(E) serves the entire community of older individuals, particularly—
(i) older individuals with greatest social need; and
(ii) older individuals with greatest economic need.

B. Federal Regulation or State APA Rule
NCAC 22L .0101 Definitions and Scope of Information and Assistance

(A)    SCOPE
Information and Assistance is identified as a critical service which assists
older adults, their families and others acting on behalf of older adults, in their
efforts to acquire information about programs and services and to obtain
appropriate services to meet their needs.

     (B)    DEFINITIONS
The following definitions shall apply throughout this section:
(1) "Agency" is any agency who receives Home and Community Care
Block Grant Funds for the provision of Information and Assistance Services.
(2)     “Information” includes informing people about programs and services,
identifying the types of assistance they need and connecting them to
appropriate service providers.
(3)      “Assistance” is a more intensive service for those persons who require
additional help with negotiating the service delivery system.  Assistance
includes the provision of planning, referral, coordination of services, follow-up
and advocacy activities on behalf of the older adult or their family, or both, in
an effort to ensure that needed assistance is received and that the assistance
provided meets identified needs.  Assistance may also include a home visit to
more clearly identify a client’s needs for the purpose of initiating the
development of a care plan.

C. Division of Aging Administrative Requirement
(none)

D. Practice Guidance (or Guidelines)
By including “Information" and “Assistance” in the same service, the definition says
that both components must be made available by the agency in order to be funded
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DEFINITION OF THE SERVICE

for the service.  Other agencies, which provide the service more informally, will be
more effective if they also have the capacity to do both.

The dividing line between “Information” and “Assistance” may not be immediately
obvious.  The agency may initially provide “Information” and only realize from call
backs that the person also needed “Assistance”.  The service is meant to have this
kind of flexibility.  However, the expectation is that the agency staff receiving the
contact should probe, to the extent the client allows, to make sure his needs have
been fully addressed.  The intake tools in Appendix 2 and/or the SOS Screening tool
in Appendix 3-A can provide prompts for this conversation.

E. Suggestions for Excellence (or QI)
(none)
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CLIENT ELIGIBILITY

IV. Client Eligibility
A. Federal or State Statutory Requirement

[OAA, Sec. 102 (Definitions), (35)]
The term “older individual” means a person who is 60 years of age or older.

B. Federal Regulation or State APA Rule
NCAC 22L .0201 Eligibility for Information and Assistance
Those eligible for Information and Assistance services are persons 60 years of age
and older or persons acting on behalf of persons age 60 and older and who are in
need of information or services.

C. Division of Aging Administrative Requirement
(none)

D. Practice Guidance (or Guidelines)
Often the provider of Information and Assistance has no way of knowing the age of the
person needing help unless and until full documentation is pursued.  Providers do not
need to learn the person’s age until it becomes relevant for the longer term services or
opportunities he/she is looking for.  However, obtaining age (and income) information
is often critical to making a good referral.  If the person is under 60, he should be
given the needed information and be referred (including assistance with referral) to the
agency or organization that can provide additional service.  He/she should also be
informed if age is a criteria in receiving any of the services he/she is interested in
receiving in order to avoid inappropriate referrals.

E. Suggestions for Excellence (or QI)
(none)
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_____________________________________________________________________________
SERVICE PROVISION

V. Service Provision
A. Federal or State Statutory Requirement

(none)

B. Federal Regulation or State APA Rule
     NCAC 22L .0102 Service Provision

Any agency offering Information and Assistance shall have the capacity and
capability to provide all of the following functions:
(1)   Assess/Evaluate: Determine the immediate problem or concern of the individual;

probe for other problems or concerns.
(2)   Inform:  Provide individuals with information related to the assessed problems or

concerns on services and opportunities available within the community.
(3)   Refer: Link the individual with the service or provide information on how to access

or connect with available services.
(4)   Research: Locate information requested, but not immediately available, relevant to

meeting the individual’s needs.
(5)   Plan: Assist individual in identifying the desired outcome(s) and method(s) for

obtaining what the individuals needs.
(6)   Coordinate: Directly connect the individual to the service desired; monitor on a

short-term basis the person’s success in making the connection to needed
services.

(7)   Follow-up: Re-contact the individual or service provider to determine the outcome
of the situation and provide additional services if requested.

(8)   Advocate: Intervene on behalf of an individual or a group of individuals in an effort
to obtain a positive change in the availability or delivery of one or more essential
services.

C. Division of Aging Administrative Requirement
(none)

D. Practice Guidance (or Guidelines)
1. Providing Information
Information requested can range from specific information about a service to a broad
interest in the types of service or recreational opportunities that exist in the area.
Requests can be focused on a specific family member, neighbor or friend or be a
general concern about elders in the community.  The provider should be flexible in
receiving the request and be able to think both broadly and specifically in responding
to it.

Responses to requests can range from limited information (such as an organization’s
name, address and phone number) to detailed data about  the community service
system (such as explaining how the intake system works for a particular agency, or
the specific eligibility requirements for a service).

Many callers or visitors requesting information are quite capable of following through
and securing desired services on their own.  In working with these clients, the primary
responsibilities of the provider staff include:

a. Listening to and sorting out brief or uncomplicated requests.
b. Using resources to overcome communication barriers (physical, language,

cultural).
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c. Discretely probing to find out if the inquirer has stated his/her information
needs completely.  This could include exploring the problem or need he/she is
experiencing.  See Appendix 2 for sample Intake tools.

d. Identifying and referring more complicated or longer term requests/needs to
staff skilled in Assistance.

e. Giving accurate and pertinent information to meet these needs; using the
resource file effectively.

f. Offering to make referrals, if assistance is needed (transition to Assistance).
g. Encouraging the inquirer to call back if the information proves incorrect,

inappropriate, or insufficient to link with the needed services.
h. Maintaining confidentiality of persons requesting information.
i. Collecting and documenting information needed for the Information Log;

tabulating statistical information from the Log.  See Appendix 1 for sample
Information Log.

2. Providing Assistance
Some callers or visitors need more help than just Information, as described above.
These situations generally require more time and skill than straight information
requests.  In agencies where there is a division of responsibilities, these requests
would be handled by or referred to a person with the appropriate skills.  In agencies
where this is not possible, assigned staff need to be prepared to do both.  Examples of
these responsibilities include all of those listed for Information, plus:

a. Conducting more in-depth assessments of difficult or multiple problems or
longer term needs; sorting out problems.

b. Researching requests for information not immediately available.
c. Connecting with other persons or service providers to gain insight into the

situation (with the permission of the caller/client).
d. Collecting and documenting information about the inquirers and their problems,

plus information necessary to get the needed/desired service.  See Appendix
3-A for SOS Screening tool.

e. Providing appropriate options for the resolution of problems.
f. Developing mutually agreed upon plans with the person(s) involved.  See

Appendix 3-C for sample Plan forms.
g. Assisting persons in approaching or connecting with resources, as necessary.
h. Providing direct assistance in referring or connecting to other service providers

for agreed upon options.  See Appendix 3-B for sample Consent forms.
i. Maintaining confidential, accurate and up to date client records.  See all

sample tools in Appendix 3.
j. Following up with the caller or service provider to make sure the appropriate

connections have been made; making additional efforts to obtain services
when first efforts have not worked out.  See Appendix 3-D for sample
Contact/Activity Sheet.

Staff should also recognize when the needs of the client/family have gone beyond the
intent and capacity of the I & A service.  If the client/family are capable of pursuing
their own resources, they should be empowered with information and encouragement
to do so.  When the identified needs indicate the provision of a

____________________________________________________________________________S
ERVICE PROVISION
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specific or primary service, the case should be transferred to that service program
(either within the same agency or to another community agency) as quickly as
possible.  If the client needs long term coordination of services, the case should be
transferred to Care Management (or a similar service).  If the client’s needs cannot be
met with existing community resources, he/she should be informed, and I & A
terminated (with the client given the option to re-contact for other needs).  See sample
Case Closure/Discharge tool in Appendix 3-E.

3. Advocacy
All advocacy efforts should include, to the extent possible, the involvement of those
individuals and/or groups concerned with the need or issue.  The first effort should be
to empower persons to intervene on their own behalf.

Individual advocacy includes intervention on behalf of persons or families when they
cannot represent themselves effectively in order to assist in: establishing eligibility for
service, obtaining a needed service, or retaining a needed service when problems
have arisen.

Group advocacy includes actions on behalf of a group of persons to seek a change in
the availability of certain essential services or in the method of delivery of these
services.  It can also include encouragement to agencies or others when the services
they offer or their interactions with clients have been received positively.

E.  Suggestions for Excellence (or QI)
1. Conduct assessments in the home setting, as needed, to understand the situation

and offer assistance acceptable to client/family.
2. Identify community resources (and develop linkages with them) to do follow-up on

complex situations.
3. Provide services similar to Information and Assistance under a variety of funding

arrangements to meet the special needs of the community.  See Appendix 4 for
sample of a Targeted Information and Assistance Service.

4. Develop and implement follow-up procedures.
5. Conduct a client satisfaction or quality improvement survey annually (or as

needed), allowing consumers to define quality for the I&A service.  See Appendix 5
for sample of a Client Satisfaction survey tool.

6. Routinely ask clients to call I&A back to report their level of satisfaction with
referrals or other information.

7. Measure the quality of information provided.  For example, do follow-up calls with
a sample of callers asking about:

a. appropriateness of referrals
b. promptness of receipt of information
c. currency and accurateness of information
d. whether expectations for the service were met.

8. Become aware of resources for disabled adults and coordinate information with
these organizations.

9. Coordinate with service providers to use standardized tools (e.g., assessment),
forms, and computer programs to make information easily transferable.

10. Develop a complaint procedure for unsatisfied callers/clients.
11. Routinely convey positive reports of service provision received by I&A clients to

providers (as a part of advocacy).
12. Make staff and the community aware of current issues, concerns and

events that would affect older adults.
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RESOURCE FILE DEVELOPMENT AND MAINTENANCE

VI.  Resource File Development and Maintenance

A. Federal or State Statutory Requirement
(none)

B. Federal Regulation or State APA Rule
NCAC 22L .0202 Resource File

The agency providing Information and Assistance shall develop, maintain, and use
an accurate, up-to-date resource file that contains information on available community
resources.  The Information and Assistance provider shall update the resource file
annually.
(1)   A profile shall be developed on each service organization and agency that shall

include, but is not limited to: the legal name, common name, or acronym; address;
telephone number; hours and days of service; services provided; area served;
branch offices; known barriers to accessibility and restrictions on facility use.

(2)   The resource file shall be accessible to all staff providing Information and
Assistance.

C. Division of Aging Administrative Requirement
(none)

D. Practice Guidance (or Guidelines)
At a minimum, the organization profile can be set up on index cards or in a notebook
alphabetized by agency name or service.

The Resource File should be set up to accept more types of information than required
in the profile, such as the following fields:
• Directions to physical location
• E-mail address
• FAX number
• Eligibility requirements
• Intake procedure
• Cost of service(s)
• Funding used or accepted
• Acceptable payment
• Contact person
• Web address

Information and Assistance providers are encouraged to acquire and use automated
systems available to them that will assist them in developing, maintaining and using a
resource file.  A provider may contact the AAA or DOA for current information on
computerized systems.

E.  Suggestions for Excellence (or QI)
1. Information and Assistance agencies should use a computer software system to

maintain the resource file with:
• Keyword and taxonomy search capabilities
• All items in Program Guidance included in the system
• Capability of being updated on a continuing basis.
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RESOURCE FILE DEVELOPMENT AND MAINTENANCE

2. All staff responding to Information and Assistance should have Internet and e-mail
easily available to help serve clients using this mode of communication.

3. The Information and Assistance service and/or its provider agencies should put
resource data on a Web page and keep it updated for others to use.

4. Communicate new information to colleagues on a regular basis.
5 If the agency has the resources, set up a computerized data base that is

searchable by service, keyword, taxonomy or any categories desired.  For
computerized databases, data backups should be made on a regular basis to
maintain data integrity.

6 Develop and carry out a method for assuring the quality of the information in the
data base.  Measurements could address:
• currency
• completeness
• comprehensiveness
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____________________________________________________________________________
COMMUNITY RELATIONS; COORDINATION OF SERVICES

VII. Community Relations; Coordination of Services
A. Federal or State Statutory Requirement

(none)

B. Federal Regulation or State APA Rule
(none)

C. Division of Aging Administrative Requirement
1. Cooperative working relationships with key service provider agencies serving older

adults must be established and maintained.
2. Activities on behalf of clients must show efforts to coordinate services with provider

agencies.

D. Practice Guidance (or Guidelines)
Information and Assistance staff needs to initiate interactions with key community
service providers to older adults in order to become thoroughly familiar with their
services and to let the providers know how Information and Assistance can assist
them and their clients.  These cooperative relationships should be reflected in
successful service provision to Information and Assistance clients.

Practice in this area can vary significantly depending on whether the provider is
serving a metropolitan or rural or mixed area.  The larger and more complex the area,
the more formal the arrangements and relationships become. Having key informal and
workable personal linkages between agencies is critical to any system.

It is also important to establish and maintain formal and informal cooperative
arrangements with other information and referral (I & R) service providers at the local,
area and state level to improve service delivery and minimize duplication.  Information
and Assistance staff are encouraged to initiate meetings or less formal interactions
with all other agencies or organizations that provide I & R or I & A in order to:
1. sort out primary target populations each serves
2. identify areas of strength and expertise
3. identify areas where cross referrals are needed to deal with specific situations
4. develop technical and personal strategies for information sharing re: resources.

E.  Suggestions for Excellence (or QI)
1. Staff visitation to provider agencies.
2. In-service sessions with community providers on a regular basis.
3. Participation in community networking opportunities (health fairs, information fairs,

focus groups, etc.).
4. Information sharing or work sessions with providers interested in aging issues.
5. Initiation of joint activities to expand existing services or advocate for new services

on behalf of clients.
6. Initiation of written interagency working agreements with service providers or other

I & A agencies which define:
a. Responsibilities of each party
b. How content of the agreement will be communicated at all levels of agencies
c. Method for evaluating the effectiveness of the agreement
d. Annual review /modification of the agreement.
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SERVICE PROMOTION

VIII. Service Promotion
A. Federal or State Statutory Requirement

(none)

B. Federal Regulation or State APA Rule
(none)

C. Division of Aging Administrative Requirement
1.  The agency must promote its I&A services to individuals, service providers,
community groups, employers and public officials so that each will know its
capabilities and how to use them appropriately for self or others.

2.  The agency must use a variety of information dissemination and publicity
techniques to inform appropriate service provider agencies, planners and decision
makers regarding identified community service needs as frequently and regularly as
resources will permit, but at least annually.

D. Practice Guidance (or Guidelines)
An agency should consider offering and publicizing a variety of methods for accessing
the service, such as:
1. Availability by telephone, with the number listed in all appropriate directories and

publications
2. Walk-in consultation, also advertised appropriately
3. Developing a Resource Directory (or making an existing one available) to

community professionals, families and seniors
4. Internet/e-mail connection so that individual consumer questions can be handled

directly
5. Intermittent, scheduled and advertised community meetings/forums to provide

basic information, to respond to questions, and to make the Information and
Assistance system as accessible as possible.

E.  Suggestions for Excellence (or QI)
1. Use staff to distribute appropriate aging literature and service information at

appropriate sites; to make presentations for community groups or for other
providers

2. Develop a Speakers’ Bureau on aging issues and services and coordinate
community requests for resource persons

3. Internet web site, with answers to frequently asked questions available; or
automated resource directory
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SERVICE DOCUMENTATION

IX. Service Documentation

A. Federal or State Statutory Requirement
(none)

B. Federal Regulation or State APA Rule
 NCAC 22L .0204 Documentation
(a)  Each agency providing Information and Assistance shall maintain a daily log or

tracking system indicating contacts made during the course of the day.
(b)  For those persons who receive Information and Assistance, as defined in 10 NCAC

22L. 0101, the log shall include the date, nature of the concern and action taken.
(c)  For those persons who receive Assistance, as defined in 10 NCAC 22L .0101, a

client record or file shall be maintained by the agency and shall include: client
identification information; identification of client needs; a client plan showing
anticipated outcomes and methods to be used and action taken or agencies to
whom the client was referred and dates; necessary coordination of services; and
follow-up contacts made to or on behalf of the client and the dates.

(d)  The provider agency shall have written procedures in place to keep client
information confidential.  (Refer to the NC Home and Community Care Block
Grant Procedures Manual for Community Service Providers, Section 6,
Confidentiality Policies and Procedures.)

C. Division of Aging Administrative Requirement
(none)

D. Practice Guidance (or Guidelines)
1.  Documenting Information
Most information contacts are brief; the clients’ needs can be immediately satisfied
and the required data entered on the log.  However the provider agency may wish to
document and maintain more information than that entered on the log, if the agency
will potentially need it later (e.g., if a follow-up contact will be made with the caller or
the agency anticipates further requests from this person).   Appendix 1 provides an
example for keeping basic log data.  The tools in Appendix 2 can be used to record
more extensive intake data.

2.  Documenting Assistance
Clients needing Assistance usually share more information and often need follow-up
contacts.  Therefore, it makes sense, both in serving the client and in tracking
community service needs, to keep more complete information.  The agency may
choose to use already developed screening tools, such as the SOS tool in Appendix
3-A; or the agency may develop its own instrument(s) to capture the required data and
other desired information. The client planning tools in Appendix 3-C and the
Contact/Activity Sheet in Appendix 3-D are also useful for documentation, as is the
Case Closure/Discharge Form in Appendix 3-E.
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SERVICE DOCUMENTATION

E.  Suggestions for Excellence (or QI)
1. The provider has developed and carried out a system for tallying the type and

number of service requests made (met and unmet).  Types of information gathered
may include:
a. caller categories (caregiver, senior, professional, agency)
b. type or basis of request
c. whether need met or not.

2.  The Information and Assistance agency routinely reviews and evaluates:
a.  the services/opportunities available in the community
b.  client needs in comparison to services/opportunities
d. service utilization.

3.  The Information and Assistance agency develops and distributes reports to local
and other appropriate decision makers on:

 a.  services/opportunities currently available
b.  potential service needs
c.  service usage
a. unmet needs.
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_____________________________________________________________________________
REPORTING AND REIMBURSEMENT

X. Reporting and Reimbursement
A. Federal or State Statutory Requirement

(none)

B. Federal Regulation or State APA Rule
(none)

C. Division of Aging Administrative Requirement
1.  Providers of Information and Assistance funded through the Division of Aging must
maintain a daily log of client contacts and report these to the Division of Aging.

D. Practice Guidance (or Guidelines)

1. Definition of I&A Contact
Information and Assistance contacts refer to individuals, one-on-one contacts between
a service provider and an elderly client or someone on their behalf.  An activity that
involves a contact with several elderly clients or potential clients (group activities)
should not be counted as a contact of Information and Assistance.
Hang up calls, wrong numbers, follow-up calls, and calls made to other agencies
should not be counted as a "contact" for reporting purposes.

2.  Reporting
Since reimbursement for Information and Assistance is not unit based, it is not
necessary to use the Client Registration (DOA 101) Form for reporting this service.  At
the end of the month the provider will total the number of duplicated client contacts
from the log (see sample in Appendix 1) and enter them into the ARMS System (see
ARMS reporting instructions).

The ARMS system will apply a statewide percentage figure to estimate the number of
unduplicated clients.  Turnaround reports from DOA will reflect both the total number
of contacts and the total estimated unduplicated clients, by month and fiscal year.

This reporting system will be used for all Information and Assistance clients, even
though more extensive or client specific information may be documented locally,
especially for clients needing Assistance.

2.  Reimbursement
If a provider agency receives DOA funding for this service, the amount needed to
operate will be negotiated prior to the beginning of the fiscal year and contracted to
the provider.  A provider may use reported client/contact data from previous years (or
projected contacts, if a new service) to help to justify the amount needed to operate
the service.

E.  Suggestions for Excellence (or QI)
(none)
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_____________________________________________________________________________
STAFF COMPETENCE AND SUPERVISION

XI. Staff Competence and Supervision
A. Federal or State Statutory Requirement

(none)

B. Federal Regulation or State APA Rule
       NCAC 22L .0203  Staff Competence

The agency providing Information and Assistance shall make orientation and training
available to paid and volunteer staff.

(1) Staff shall participate in an orientation program which, at a minimum, reviews
the role, purpose, and function of Information and Assistance; the role of the agency;
and the administrative structure and policies for providing the service.

(2) Agencies shall also provide education and to enable staff to perform the
functions defined in 10 NCAC 22L. 0102.  At a minimum, this shall include the
development of interviewing techniques and communication skills.

C. Division of Aging Administrative Requirement
1.  The provider must have the full-time, part-time and/or volunteer staff to provide
Information and Assistance promptly and completely.
2.  The provider agency must have office space, phone and record keeping/reporting
systems to support provision of the service.
3.  Staff providing the service shall receive at least 12 annual training hours that focus
on acquiring knowledge or building skills related to any aspect of the service.  See
Appendix 6 for some training options.
4.  Staff, whether paid or volunteer, shall receive comparable training and supervision
and have the same degree of competence, based on the tasks assigned and
performed.  See Appendix 7 for sample Supervisor’s Case Record Review tool.

D. Practice Guidance (or Guidelines)
Orientation to the service and basic skills should be provided by agency staff (or other
appropriate resources when the service is new to the agency).  Additional in-service
and on-the job training may be provided by experienced agency staff, agency staff
with similar skills, by appropriate community college or other academic programs, or
the service system, including the NC Division of Aging.  Types of training appropriate
for Information and Assistance staff include, but are not limited to:
1. Interviewing techniques and listening skills
2. Proper phone usage
3. Short term assessment skills
4. Information giving and referral procedures
5. Setting up and maintaining resource files
6. Techniques for handling crisis calls
7. Techniques for dealing positively with demanding callers
8. Internal operating procedures
9. Orientation to the community service system
10. Overview of specific community services, especially those geared to older adults
11. Appropriate data collection and documentation for I and A
12. Utilizing computer systems for the resource file and documentation

____________________________________________________________________________S
TAFF COMPETENCE AND SUPERVISION
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E.  Suggestions for Excellence (or QI)
1. The agency documents the completion of above training requirements for all staff

persons providing Information and Assistance.
2. Staff are certified by the National Alliance of I and R Specialists.  See Appendix 8

for certification reference.
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_____________________________________________________________________________
VOLUNTARY CONTRIBUTIONS

XII. Voluntary Contributions
A. Federal or State Statutory Requirement

(none)

B. Federal Regulation or State APA Rule
Federal Register, Vol. 53, No. 169, 8-31-88, Rules and Regulations,
1321.67 Service Contributions
For services rendered with funding under the Older Americans Act, The Area Agency
on Aging shall assure that each service provider shall:

1. Provide each older person with an opportunity to voluntarily contribute to the
cost of the service;

2. Protect the privacy of each older person with respect to his or her
contributions; and

3. Establish appropriate procedures to safeguard and account for all
contributions.

C. Division of Aging Administrative Requirement
(This service is not subject to Service Cost Sharing Policies.)

D.  Practice Guidance (or Guidelines)
It can be difficult to inform the community that it takes resources to provide a short-term
service like Information and Assistance, and that they can contribute financially or in-kind
to its effectiveness.  However, individuals receiving the service and the community at
large need to be given the opportunity to contribute.  See Appendix 9 for a sample letter
(to clients requesting written information) with an invitation to contribute.

E.  Suggestions for Excellence (or QI)
1. Public solicitation of funds for the I & A program.

a. City bus cards
b. Public service announcements
c. Requests to larger businesses/industries

2.  Grant applications to develop or expand the program.


	Federal or State Statutory Requirement
	Federal Regulation or State APA Rule
	NCAC 22L .0101	Definitions and Scope of Information and Assistance
	Federal or State Statutory Requirement
	Federal Regulation or State APA Rule
	Division of Aging Administrative Requirement

	Federal or State Statutory Requirement
	Federal Regulation or State APA Rule
	Division of Aging Administrative Requirement

	Federal or State Statutory Requirement
	Federal Regulation or State APA Rule
	Division of Aging Administrative Requirement

	Federal or State Statutory Requirement
	Federal Regulation or State APA Rule
	Division of Aging Administrative Requirement

	VIII.	Service Promotion
	Federal or State Statutory Requirement
	Federal Regulation or State APA Rule
	Division of Aging Administrative Requirement
	IX.	Service Documentation

	Federal or State Statutory Requirement
	Federal Regulation or State APA Rule
	NCAC 22L .0204		Documentation
	Division of Aging Administrative Requirement
	X.	Reporting and Reimbursement

	Federal or State Statutory Requirement
	Federal Regulation or State APA Rule
	Division of Aging Administrative Requirement
	XI.	Staff Competence and Supervision

	Federal or State Statutory Requirement
	Federal Regulation or State APA Rule
	Division of Aging Administrative Requirement
	XII.	Voluntary Contributions

	Federal or State Statutory Requirement
	Federal Regulation or State APA Rule
	Division of Aging Administrative Requirement


